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Methodology 
 
 In July 2006, the West Central Minnesota Communities Action, Inc. along with 
the Center for Small Towns began the fourth customer satisfaction and needs assessment 
for the WCMCA. There were a total of seventeen different survey types that were to be 
sent out. They were to be sent out to clients, service providers, vendors, and funding 
sources of the WCMCA. There were a total of 14 different survey types that were sent to 
the clients. They included: Affordable Housing, Customer (MHFA, Small Cities, and 
Frail Elderly), Energy Assistance, FAIM, FPAP, Group Work Camp, Head Start, Jump 
Start, MURL, RSVP, Weatherization, Transitional Housing, ESGP, and EITC.  
 During the first week of July the names of the customers that would be included 
in this study were randomly selected from lists provided to the Center for Small Towns 
by the WCMCA. Out of a total of 7271 clients that the WCMCA had in 2005, 1242 were 
chosen to be participants in the study. The breakdown of how many, percentage of clients 
receiving a survey, and response rates are located in Table 1 on the following page.  
Surveys that were returned with no forwarding address were removed from the tabulation 
of the response rates. 
 On July 10, 2006 there were postcards mailed to all participants announcing that a 
survey was on the way in the next few days. Five days later on July 14, 2006, the surveys 
were mailed out to the participants. Starting the following week the data entry was done 
as the surveys began to come back. Surveys were allowed to be in study for the three 
weeks after they were mailed out, August 4, 2006. After this date the surveys were not 
considered in this analysis due to time constraints. ESGP and Transitional Housing were 
not done in this analysis because there weren’t enough respondents, 0 and 1 respectively.   
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Table 1 
Program Total Clients # Surveys 
sent 
Percentage 
of clients 
sent to 
# 
Surveys 
Returned 
Percentage 
of Surveys 
Returned 
Response 
Rate last 
year 
Affordable 
Housing  
21 21 100% 9 43% 23% 
Customer 
(MHFA, Small 
Cities, Frail Elderly)  
43 
Frail/Elderly 
74 
43 
 
73 
100% 
 
100% 
43 37% 49% 
Energy 
Assistance  
5073 500 10% 184 37% 40% 
FAIM/IDA 50 48 100% 14 29% 27% 
FPAP 30 29 100% 4 14% 18% 
Funding Source  33 33 100% 19 58% 54% 
Group Work 
Camp 
48 48 100% 28 58% 40% 
Head Start 334 77 
 
25% 21 27% 26% 
Jump Start  37 34 100% 11 32% 14% 
 MURL 4 4 100% 3 75% 67% 
RSVP  886 87 10% 47 54% 32% 
Service Provider  25 24 100% 11 46% 24% 
Vendor  94 47 50% 23 49% 40% 
Weatherization  
 
387 
 
95 
 
25% 
39 41% 46% 
Transitional 
Housing  
3 3 100% 0 0% NA 
 ESGP 25 24 100% 1 4% NA 
EITC 104 52 50% 21 40% NA 
Total for all 
programs 
7271 1242 17.1% 478 38% 38% 
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Executive Summary 
 
The summary for the program surveys can be found in the overall program survey 
analysis paper. 
 
Funding Source Survey 
 
The response rate for the Funding Source Survey was very good at 58%, up from 54% 
last year. This was up even though it was sent to 33 funding sources, up from 13 last 
year.  
 
The survey results were very typical of what last year’s results were like, except that it 
seemed one responder was unhappy with WCMCA. 
 
• When asked, “Does WCMCA Inc., complete reports in a timely manner?” 
100% of the responders said either “Excellent” or “Good.” No change from 
last year. 
• When asked, “Does staff at WCMCA, Inc., respond to your questions and 
inquiries in a timely manner?” 100% of the responders said either “Excellent” 
or “Good.” No change from last year. 
• When asked, “Were you treated respectfully and politely by WCMCA staff?” 
100% of the responders said either “Excellent” or “Good.” No change from 
last year. 
• When asked “Was the staff informed and helpful in responding to your 
needs?”  89% of the responders said either “Excellent” or “Good.” Down 
from 100% last year. 
• When asked “What is your overall satisfaction with your relationship 
WCMCA?” 88% said either “Excellent” or “Good.” Down from 100% last 
year. 
Service Provider 
 
 
The response rate for the Service Provider Survey was excellent at 46%, up from 24% 
last year.  
 
The survey results were very positive. All of the questions were up from last year and all 
responded either “Excellent” or “Good” for the questions that applied to that scale.  
 
• When asked, “Have you been informed of other services available by WCMCA 
staff?” 100% of the responders said “Excellent” or “Good.” Up from 89% last 
year. 
• When asked, “Were you treated respectfully and politely by WCMCA staff?” 
100% of the responders said “Excellent” or “Good.” Up from 89% last year. 
• When asked, “Was staff informed and helpful in responding to your needs?” Up 
from 78% last year. 
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• When asked, “Please rate your satisfaction with the referral process?” 100% of 
the responders said either “Excellent” or “Good.” No info from last year. 
• When asked, “Would you recommend WCMCA or this program to others?” 
100% of the responder said “Yes.” Up from 89% last year. 
 
 
 
Vendor 
 
The response rate for the Vendor Survey was excellent at 49%, up from 40% from last 
year.  
 
The survey results were very positive. Every one of the questions was up from last year’s 
evaluation. 
 
• When asked, “How do you rate the services received from WCMCA?” 95% of the 
responders said either “Excellent” or “Good.” Up from 93% last year. 
• When asked, “After your organization submits invoices, are balances paid within 
the time limits of the invoice?” 96% of the responders said either “Excellent” or 
“Good.” Up from 92% last year. 
• When asked, “Were you treated politely and respectfully by WCMCA staff?” 
95% of the responders said either “Excellent” or “Good.” Down from 98% last 
year. 
• When asked, “Was staff informed and helpful in responding to your needs?” 96% 
of the responder said either “Excellent” or “Good.” Up from 92% last year. 
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Findings 
 
Affordable Housing 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
21 9 43% 23% 
 
 
How do you rate the services received from this program? 
 
 
Have you been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely and respectfully by WCMCA staff? 
 
 
Was the staff 
informed and helpful in responding to your needs? 
 
 
Other Services 
used by Affordable Housing Clients: 
• Energy Assistance-5 (56%) 
• FAIM-1 (11%) 
 
• HeadStart-3 (33%) 
• Weatherization-1 (11%) 
 
How did you learn about the Program? 
• Friend or Relative-1 (11%) 
• Referral from other agency- 
       3 (33%) 
• Brochure-1 (11%) 
 
• Other-4 (44%)  
1. Douglas County Fair 
2. Head Start, Realtor  
3. Through work 
Excellent Good Fair Below Average Poor 
3 (33%) 3 (33%) 3 (33%) 0 0 
Excellent Good Fair Below Average Poor 
2 (22%) 3 (33%) 2 (22%) 1 (11%) 1 (11%) 
Excellent Good Fair Below Average Poor 
5 (56%) 2 (22%) 1 (11%) 0 1 (11%) 
Excellent Good Fair Below Average Poor 
4 (44%) 2 (22%) 2 (22%) 1 (11%) 0 
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Would you recommend WCMCA or this program to others? 
 
Yes No 
9 (100%) 0 
 
Did staff ask about your needs? 
 
Yes No 
6 (67%) 3 (33%) 
 
Did the service provided meet your needs? 
 
Yes No 
7 (78%) 2 (22%) 
 
Did staff offer to refer you to anther resource for any unmet needs? 
 
Yes No 
3 (43%) 4 (57%) 
 
How would you rate your satisfaction with the price of your home? 
 
 
How would 
you rate 
your satisfaction with available financing options? 
 
 
How would 
you rate 
your satisfaction with the cleanliness of the site? 
 
 
How would 
you rate 
your satisfaction with the quality of the home? 
 
 
How would 
you rate 
your satisfaction with the  
timeframe for building your home? 
 
 
How would 
Excellent Good Fair Below Average Poor 
1 (11%) 6 (67%) 1 (11%) 1 (11%) 0 
Excellent Good Fair Below Average Poor 
3 (33%) 4 (44%) 1 (11%) 1 (11%) 0 
Excellent Good Fair Below Average Poor 
0 3 (33%) 6 (67%) 0 0 
Excellent Good Fair Below Average Poor 
1 (11%) 5 (56%) 2 (22%) 0 1 (11%) 
Excellent Good Fair Below Average Poor 
1 (12%) 6 (75%) 1 (12%) 0 0 
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you rate WCMCA housing staff on willingness to assist you? 
 
 
How would 
you rate 
WCMCA housing staff on knowledge on housing topics? 
 
 
How likely 
are you to 
have WCMCA build another home for you in the future? 
 
 
How would 
you rate this 
program overall? 
 
 
Have 
you visited 
WCMCA’s website at www.wcmca.org? 
 
Yes No 
2 (22%) 7 (78%) 
 
 
What are the most pressing problems facing low-income families in your area? 
• Jobs-4 (44%) 
• Income-5 (56%) 
• Tansportation-1 (11%) 
• Housing-2 (22%) 
• Childcare-3 (33%) 
• Energy Costs-5 (56%) 
• Health Care-3 (33%) 
• Other-1 (11%) 
1. Property Tax is too high. 
 
 
Customer Surveys 
(MHFA, Small Cities, Frail/Elderly) 
 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
116 43 37% 49% 
Excellent Good Fair Below Average Poor 
3 (33%) 3 (33%) 1 (11%) 0 2 (22%) 
Excellent Good Fair Below Average Poor 
2 (22%) 4 (44%) 1 (11%) 2 (22%) 0 
Excellent Good Fair Below Average Poor 
2 (25%) 2 (25%) 4 (50%) 0 0 
Excellent Good Fair Below Average Poor 
3 (33%) 3 (33%) 3 (33%) 0 0 
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How do you rate the services received from this program? 
 
 
Have 
you been 
informed of other services available by WCMCA staff? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the staff 
informed and helpful in responding to your needs? 
 
 
 
Other Services 
used by Customers: 
• Affordable Housing-3 (7%) 
• Energy Assistance-36 (84%) 
• FAIM-1 (2%) 
• Group WorkCamp-1 (2%) 
• HeadStart-3 (7%) 
• RSVP-1 (2%) 
• Weatherization-22 (51%) 
• FEMA-2 (5%) 
 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
38 (97%) 1 (3%) 
 
Did staff ask about your needs? 
 
Yes No 
38 (88%) 1 (3%) 
 
Did the service provided meet your needs? 
 
Yes No 
Excellent Good Fair Below Average Poor 
32 (80%) 6 (15%) 1 (3%) 0 1 (3%) 
Excellent Good Fair Below Average Poor 
18 (45%) 8 (20%) 5 (13%) 4 (10%) 5 (13%) 
Excellent Good Fair Below Average Poor 
34 (85%) 4 (10%) 1 (3%) 1 (3%) 0 
Excellent Good Fair Below Average Poor 
32 (78%) 7 (17%) 1 (2%) 0 1 (2%) 
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34 (90%) 4 (11%) 
 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
20 (59%) 14 (41%) 
 
Have you visited WCMCA’s website at www.wcmca.org? 
 
Yes No 
1 (3%) 37 (97%) 
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-12 (33%) 
• Income-21 (58%) 
• Transportation-10 (28%) 
• Education-4 (11%) 
• Housing-4 (11%) 
• Childcare-4 (11%) 
• Energy Costs-33 (92%) 
• Health Care-23 (64%) 
• Other-7 (19%) 
EITC 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
52 21 40% N/A 
 
 
Which location did you use? 
 
Elbow Lake Morris 
17 (85%) 3 (15%) 
 
What time did you sign up to receive assistance? 
 
I scheduled a 
time prior to 
date 
I had no 
scheduled 
appointment 
19 (95%) 1 (5%) 
 
How long did you wait to receive assistance? 
 11
 
 
 
When you entered the 
location- 
Did someone welcome you? 
 
Yes No 
20 (95%) 1 (5%) 
 
Were you treated with respect? 
 
Yes No 
21 (100%) 0  
 
Was the sign-up process easy to understand? 
 
Yes No 
21 (100%) 0  
 
 
No Wait 30 minutes or 
less 
60 minutes or 
less 
17 (85%) 2 (10%) 1 (5%) 
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When the volunteer prepared your tax return- 
Were you treated with respect? 
 
Yes No 
21 (100%) 0  
 
Were you tax questions answered? 
 
Yes No 
20 (100%) 0  
 
Did you feel confident in the volunteer’s tax skills? 
 
Yes No 
19 (91%) 2 (9%)  
 
Do you like this location for tax assistance? 
 
Yes No 
15 (100%) 0  
 
Will you come back to this site next year? 
 
Yes No 
15 (100%) 0  
 
Overall, how would you rate your experience? 
 
 
 
 
 
 
Energy Assistance 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
500 184 37% 40% 
 
How do you rate the services received from this program? 
 
 
 
Have 
you been informed of other services available by WCMCA staff? 
Excellent Good Fair Below Average Poor 
7 (44%) 8 (50%) 0 1 (6%) 0 
Excellent Good Fair Below Average Poor 
98 (54%) 71 (39%) 9 (5%) 5 (3%) 0 
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Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
as the 
staff 
informed and helpful in responding to your needs? 
 
 
 
Other Services 
used by Energy Assistance recipients: 
• Affordable Housing-11 (6%) 
• JumpStart-1 (0.5%) 
• FAIM-1 (0.5%) 
• Group WorkCamp-3 (2%) 
• Head Start-18 (10%) 
• RSVP-3 (2%) 
• Weatherization-64 (35%) 
• FEMA-3 (2%) 
• THP-1 (0.5%) 
 
 
How did you learn about the program? 
 
• Friend or Relative-70 (39%) 
• Referral from other agency-71 (39%) 
• Newspaper-36 (20%) 
• Brochure-11 (6%) 
• Other-27 (15%) 
Would you recommend WCMCA or program to others? 
 
Yes No 
181 (100%) 0  
 
Did the staff ask about your needs? 
 
Yes No 
129 (74%) 45 (26%) 
 
Did you service provided meet your needs? 
 
Excellent Good Fair Below Average Poor 
36 (20%) 72 (40%) 35 (19%) 15 (8%) 20 (11%) 
Excellent Good Fair Below Average Poor 
113 (62%) 57 (31%) 10 (6%) 2 (1%) 0 
Excellent Good Fair Below Average Poor 
93 (52%) 65 (37%) 15 (8%) 5 (3%) 0 
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Yes No 
150 (86%) 24 (14%) 
 
 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
61 (38%) 100 (62%) 
 
How helpful was the assistance you received to your household? 
 
 
How would 
you rate the 
energy assistance staff on their helpfulness and courtesy? 
 
 
 
How would 
you rate the timeliness of service to your household? 
 
 
 
How would 
you rate the program overall? 
 
 
 
Have you 
accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
6 (3%) 169 (97%) 
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-51 (30%) 
• Income-117 (69%) 
• Transportation-36 (21%) 
• Education-17 (10%) 
• Housing-48 (28%) 
• Childcare-24 (14%) 
• Energy Costs-142 (84%) 
• Health Care-100 (59%) 
Excellent Good Fair Below Average Poor 
140 (79%) 37 (21%) 1 (0.5%) 0 0 
Excellent Good Fair Below Average Poor 
97 (54%) 66 (37%) 14 (8%) 3 (2%) 0 
Excellent Good Fair Below Average Poor 
77 (43%) 77 (43%) 19 (11%) 5 (3%) 0 
Excellent Good Fair Below Average Poor 
88 (50%) 71 (40%) 14 (8%) 4 (2%) 0 
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FAIM 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
48 14 29% 27% 
 
How do you rate the services received from this program? 
 
 
Have you 
been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Other 
services 
used by FAIM recipients: 
 
• Affordable Housing-2 (14%) 
• Energy Assistance-7 (50%) 
• Group WorkCamp-1 (7%) 
 
• HeadStart-7 (50%) 
• JumpStart-1 (7%) 
• Weatherization-5 (36%) 
 
 
How did you learn about the program? 
 
• Friend or Relative-6 (43%) 
• Referral from other agency-2 (14%) 
• Newspaper-14 (20%) 
• Brochure-6 (14%) 
• Other-3 (21%) 
1. They introduced the idea here to us. 
Excellent Good Fair Below Average Poor 
7 (50%) 5 (36%) 2 (14%) 0 0 
Excellent Good Fair Below Average Poor 
7 (50%) 6 (43%) 1 (7%) 0 0 
Excellent Good Fair Below Average Poor 
12 (86%) 2 (14%) 0 0 0 
Excellent Good Fair Below Average Poor 
8 (57%) 3 (21%) 2 (14%) 1 (7%) 0 
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2. Was at a committee meeting for policy and the topic of FAIM got 
brought up. I asked if they were taking apps. And got an interview that 
day. 
3. Self 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
14 (100%) 0   
 
Did the staff ask about your needs? 
 
Yes No 
13 (93%) 2 (7%)  
 
Did the service provided meet your needs? 
 
Yes No 
13 (93%) 2 (7%)  
 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
9 (82%) 2 (18%)  
 
If you received financial literacy services, please rate how helpful these services 
were to your household? 
 
 
If you 
received financial literacy services, please rate your financial coaching services? 
 
 
If you 
received Home Stretch classes, please rate these classes? 
 
 
How would 
you rate the 
timeliness of notification of these classes? 
 
 
Excellent Good Fair Below Average Poor 
8 (80%) 1 (10%) 1 (10%) 0 0 
Excellent Good Fair Below Average Poor 
7 (78%) 2 (22%) 0  0 0 
Excellent Good Fair Below Average Poor 
4 (67%) 2 (33%) 0  0 0 
Excellent Good Fair Below Average Poor 
6 (54%) 4 (36%) 0  1 (9%) 0 
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If you received career exploration services, please rate your satisfaction with the 
decisions you made in career exploration? 
 
 
If you 
received assistance in development of a business plan, please rate your satisfaction 
with the assistance in developing the business plan and on where to access the 
information for the development of a business plan? 
 
 
 
 
Please rate your satisfaction with the staff you deal with at Bremer Bank? 
 
 
 
Please rate 
your satisfaction with the convenience of the Bremer Bank location? 
 
 
How would 
you rate the 
program overall? 
 
 
Have you 
visited 
WCMCA’s website at www.wcmca.org? 
 
Yes No 
5 (36%) 7 ( 64%)  
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-7 (50%) 
• Income-8 (57%) 
• Transportation-5 (36%) 
• Education-4 (29%) 
• Housing-4 (29%) 
• Child Care-7 (50%) 
• Energy Costs-7 (50%) 
 
FPAP 
Excellent Good Fair Below Average Poor 
1 (25%) 2 (50%) 1 (25%)  0 0 
Excellent Good Fair Below Average Poor 
4 (57%) 3 (43%) 0   0 0 
Excellent Good Fair Below Average Poor 
7 (50%) 4 (29%) 2 (14%)   1 (7%) 0 
Excellent Good Fair Below Average Poor 
7 (54%) 5 (39%) 0   1 (8%) 0 
Excellent Good Fair Below Average Poor 
8 (62%) 4 (31%) 1 (8%)   0 0 
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Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
29 4 14% 18% 
 
How do you rate the services received from this program? 
 
 
Have you 
been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Other 
services 
used by FPAP recipients: 
 
• HeadStart-1 (25%) 
• Weatherization-3 (75%) 
 
How did you learn about the program? 
 
• Friend or Relative-1 (25%) 
• Referral from other agency-2 (50%) 
• Other-1 (25%) 
1. own research 
 
 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
4 (100%) 0  
 
Did staff ask about your needs? 
 
Excellent Good Fair Below Average Poor 
2 (50%) 1 (25%) 0   1 (25%) 0 
Excellent Good Fair Below Average Poor 
1 (25%) 1 (25%) 1 (25%)   0 1 (25%) 
Excellent Good Fair Below Average Poor 
3 (75%) 1 (25%) 0   0 0 
Excellent Good Fair Below Average Poor 
3 (75%) 1 (25%) 0   0 0 
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Yes No 
2 (50%) 2 (50%)  
 
Did the services provided meet your needs? 
 
Yes No 
2 (50%) 2 (50%)  
 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
1 (33%) 2 (67%)  
 
How would you rate the case management assessment you received? 
 
 
 
How 
would you rate the FPAP staff on their helpfulness and courtesy? 
 
 
How 
would 
you rate the FPAP staff on their availability? 
 
 
How 
would 
you rate the goal planning services you received? 
 
 
How 
would 
you rate the budget counseling services you received? 
 
 
How 
would 
you rate the program overall? 
 
 
Have 
you visited 
WCMCA’s website at www.wcmca.org? 
 
Excellent Good Fair Below Average Poor 
3 (75%) 0 1 (25%)  0 0 
Excellent Good Fair Below Average Poor 
3 (75%) 1 (25%) 0 0 0 
Excellent Good Fair Below Average Poor 
2 (50%) 2 (50%) 0 0 0 
Excellent Good Fair Below Average Poor 
2 (67%) 1 (33%) 0 0 0 
Excellent Good Fair Below Average Poor 
2 (67%) 1 (33%) 0 0 0 
Excellent Good Fair Below Average Poor 
2 (50%) 1 (25%) 1 (25%) 0 0 
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Yes No 
0 4 (100%)  
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-1 (25%) 
• Transportation-2 (50%) 
• Housing-1 (25%) 
• Energy Costs-3 (75%) 
• Health Care-3 (75%) 
• Other-1 (25%) 
1. Dental 
 
 
Funding Source 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
33 19 58% 54% 
 
Does WCMCA, Inc., complete reports in a timely manner? 
 
 
 
Does 
staff at WCMCA, Inc., respond to your questions and inquiries in a timely 
manner? 
 
 
Were 
you 
treated politely and respectfully by WCMCA staff? 
 
 
Was 
the 
staff informed and helpful in responding to your needs? 
 
 
Please 
rate 
your overall satisfaction with your relationship with WCMCA. 
 
Excellent Good Fair Below Average Poor 
9 (53%) 8 (47%) 0  0 0 
Excellent Good Fair Below Average Poor 
13 (77%) 4 (24%) 0  0 0 
Excellent Good Fair Below Average Poor 
14 (78%) 4 (22%) 0  0 0 
Excellent Good Fair Below Average Poor 
10 (56%) 6 (33%) 2 (11%) 0 0 
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Have 
you accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
9 (52%) 8 (47%) 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-12 (75%) 
• Income-9 (56%) 
• Transportation-6 (38%) 
• Education-3 (19%) 
• Housing-8 (50%) 
• Child Care-4 (25%) 
• Energy Costs-10 (63%) 
• Health Care-4 (25%) 
• Other-2 (13%) 
1. Budgeting 
2. Racism 
 
Head Start 
 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
77 21 27% 26% 
 
How do you rate the services received from this program? 
 
 
 
Have you 
been informed of other services available at WCMCA? 
 
 
 
Were you 
treated politely and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
Excellent Good Fair Below Average Poor 
10 (59%) 5 (29%) 2 (12%) 0 0 
Excellent Good Fair Below Average Poor 
14 (67%) 4 (19%) 0  0 0 
Excellent Good Fair Below Average Poor 
10 (48%) 6 (38%) 1 (5%) 2 (10%) 0 
Excellent Good Fair Below Average Poor 
16 (76%) 5 (24%) 0 0 0 
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Other services 
used by Head 
Start recipients: 
 
• Affordable Housing-1 (5%) 
• Energy Assistance-10 (50%) 
• Group Work Camp-1 (5%) 
• Weatherization-3 (15%) 
 
How did you learn about the program? 
 
• Friend or Relative-9 (45%) 
• Brochure-1 (5%) 
• Other-5 (25%) 
1. Mailing to home 
2. School 
3. Head Start Staff 
4. Familiar with Headstart in our community 
5. Teachers at Headstart 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
21 (100%) 0 
 
Did staff ask about your needs? 
 
Yes No 
19 (91%) 2 (9%) 
 
Did the service provided meet your needs? 
 
Yes No 
18 (86%) 3 (14%) 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
16 (80%) 4 (20%) 
 
Did staff offer to assist in arranging medical/dental exams? 
 
Yes No 
Excellent Good Fair Below Average Poor 
12 (57%) 8 (38%) 1 (5%) 0 0 
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16 (76%) 5 (24%) 
 
Did staff offer suggestions on ways to help your child’s development? 
 
Yes No 
19 (91%) 2 (9%) 
 
How helpful were these suggestions? 
 
 
 
How 
informed are you on your child’s progress in the program? 
 
 
 
How would 
you rate your satisfaction with Head Start staff’s knowledge of child development? 
 
 
How would 
you rate 
your child’s progress since enrolling in Head Start? 
 
 
How would you rate the Head Start program overall? 
 
 
 
Have you 
visited WCMCA’s website at www.wcmca.org? 
 
Yes No 
5 (24%) 16 (76%) 
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-12 (67%) 
• Income-12 (67%) 
• Transportation-4 (22%) 
• Education-2 (17%) 
• Housing-7 (39%) 
• Child Care-11 (61%) 
Excellent Good Fair Below Average Poor 
16 (76%) 4 (19%) 1 (5%) 0 0 
Excellent Good Fair Below Average Poor 
18 (86%) 3 (14%) 0 0 0 
Excellent Good Fair Below Average Poor 
15 (71%) 3 (14%) 2 (10%) 1 (5%) 0 
Excellent Good Fair Below Average Poor 
14 (67%) 4 (19%) 3 (14%) 0 0 
Excellent Good Fair Below Average Poor 
15 (71%) 5 (24%) 1 (5%) 0 0 
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• Energy Costs- 9 (50%) 
• Health Care- 5 (58%) 
• Other-2 (11%) 
 
 
 
Jump Start 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
34 11 32% 14% 
 
 
How do you rate the services received from this program? 
 
 
Have you 
been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Other services 
used by Jump 
Start recipients: 
 
• Energy Assistance-8 (73%) 
• FAIM-2 (18%) 
• HeadStart-4 (36%) 
• MURL-1 (9%) 
• Weatherization-4 (36%) 
 
How did you learn about the program? 
 
• Friend or Relative-7 (64%) 
• Referral from other agency-2 (18%) 
Excellent Good Fair Below Average Poor 
8 (73%) 2 (18%) 1 (9%) 0 0 
Excellent Good Fair Below Average Poor 
5 (46%) 5 (46%) 0 1 (9%) 0 
Excellent Good Fair Below Average Poor 
10 (91%) 1 (9%) 0 0 0 
Excellent Good Fair Below Average Poor 
6 (55%) 2 (18%) 3 (27%) 0 0 
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• Brochure-2 (18%) 
• Website-2 (18%) 
• Other-2 (18%) 
1. Info from WCMCA 
2. Referral from WCMCA 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
11 (100%) 0 
 
Did staff ask about your needs? 
 
Yes No 
11 (100%) 0 
 
Did the service provided meet your needs? 
 
Yes No 
11 (100%) 0 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
8 (73%) 3 (27%) 
 
How would you rate the car repair application and screening process? 
 
 
How would 
you rate 
your satisfaction on the explanation of the process and the time it would take to 
complete the process for the car repair program? 
 
 
 
If the 
application was denied or contingent on specific conditions, please rate your 
satisfaction with the explanation of the reason? 
 
 
How would 
you rate the 
car purchase program? 
 
Excellent Good Fair Below Average Poor 
2 (29%) 3 (43%) 0 1 (14%) 1 (14%) 
Excellent Good Fair Below Average Poor 
4 (50%) 2 (25%) 0 1 (13%) 1 (13%) 
Excellent Good Fair Below Average Poor 
1 (20%) 3 (60%) 0 1 (20%) 1 (13%) 
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How would 
you rate 
your understanding of the loan document papers you were signing at the closing of 
the car purchase? 
 
 
How would 
you rate 
your satisfaction with the timeliness of the receipt of your loan booklet from Bremer 
Bank? 
 
 
How would 
you rate 
your satisfaction with the staff you deal with at Bremer Bank? 
 
 
How would 
you rate the 
program overall? 
 
 
 
Have you 
visited WCMCA’s website at www.wcmca.org? 
 
Yes No 
9 (82%) 2 (18%) 
 
Do you have any suggestions on how WCMCA can improve its website? 
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-6 (55%) 
• Income-7 (64%) 
• Transportation-7 (64%) 
• Education-1 (9%) 
• Housing-2 (18%) 
• Childcare-5 (46%) 
• Energy Costs-6 (55%) 
• Health Care-3 (27%) 
• Other-2 (18%) 
1. Phone 
2. Almost no dentists that take MA or MN Care. 
Excellent Good Fair Below Average Poor 
6 (60%) 3 (30%) 1 (10%) 0 0 
Excellent Good Fair Below Average Poor 
4 (40%) 5 (50%) 1 (10%) 0 0 
Excellent Good Fair Below Average Poor 
3 (33%) 4 (44%) 1 (11%) 0 1 (11%) 
Excellent Good Fair Below Average Poor 
6 (66%) 3 (33%) 0 0 0 
Excellent Good Fair Below Average Poor 
7 (70%) 3 (30%) 0 0 0 
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MURL 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
4 3 75% 67% 
 
How do you rate the services received from this program? 
 
 
Have you 
been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Other services 
used by MURL 
recipients: 
 
• Affordable Housing-2 (66%) 
• Energy Assistance-1 (33%) 
 
How did you learn about the program? 
 
• Friend or relative-2 (66%) 
• Brochure-1 (33%) 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
3 (100%) 0 
 
Did staff ask about your needs? 
 
Yes No 
Excellent Good Fair Below Average Poor 
1 (33%) 2 (67%) 0 0 0 
Excellent Good Fair Below Average Poor 
1 (33%) 2 (67%) 0 0 0 
Excellent Good Fair Below Average Poor 
3 (100%) 0 0 0 0 
Excellent Good Fair Below Average Poor 
2 (67%) 1 (33%) 0 0 0 
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3 (100%) 0 
 
Did the service provided meet your needs? 
 
Yes No 
2 (100%) 0 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
2 (100%) 0 
 
How would you rate your satisfaction with MURL staff availability when you need 
to contact them regarding a problem? 
 
 
 
How would 
you rate your satisfaction with MURL staff helpfulness when dealing with a 
problem? 
 
 
 
How would 
you rate your satisfaction with the explanation you received on the loan documents? 
 
 
 
How would 
you rate your understanding of the “Good Neighbor” policy? 
 
 
How would 
you rate 
your satisfaction with the safety of your housing? 
 
 
How would 
you rate 
your satisfaction with the affordability of your housing? 
 
 
How would 
you rate the 
MURL program overall? 
 
Excellent Good Fair Below Average Poor 
1 (50%) 1 (50%) 0 0 0 
Excellent Good Fair Below Average Poor 
1 (50%) 0 1 (50%) 0 0 
Excellent Good Fair Below Average Poor 
2 (100%) 0 0 0 0 
Excellent Good Fair Below Average Poor 
0 2 (100%) 0 0 0 
Excellent Good Fair Below Average Poor 
0 1 (50%) 1 (50%) 0 0 
Excellent Good Fair Below Average Poor 
0 2 (100%) 0 0 0 
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Have you 
visited WCMCA’s website at www.wcmca.org? 
 
Yes No 
1 (50%) 1 (50%) 
 
What are the most pressing problems facing low-income families in your area? 
 
Jobs-2 (67%) 
Transportation-2 (67%) 
Education-1 (33%) 
Housing-1 (33%) 
Energy Costs-2 (67%) 
 
RSVP 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
87 47 54% 32% 
 
How do you rate the satisfaction with your volunteer experience through RSVP? 
 
 
How do you 
rate the 
satisfaction with your volunteer site? 
 
 
 
How do you 
rate the satisfaction with the amount of information you receive about the RSVP 
program and volunteer opportunities in your community? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
 
How 
did you learn about the program? 
 
• Friend or relative-22 (47%) 
Excellent Good Fair Below Average Poor 
0 2 (100%) 0 0 0 
Excellent Good Fair Below Average Poor 
29 (62%) 18 (38%) 0 0 0 
Excellent Good Fair Below Average Poor 
23 (50%) 17 (37%) 4 (9%) 0 2 (4%) 
Excellent Good Fair Below Average Poor 
19 (41%) 20 (44%) 6 (13%) 0 1 (2%) 
Excellent Good Fair Below Average Poor 
31 (69%) 12 (27%) 2 (4%) 0 1 (2%) 
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• Referral other agency-9 (19%) 
• Newspaper-7 (17%) 
• Brochure-6 (13%) 
Have you been informed of other services available at WCMCA? 
 
Yes No 
17 (37%) 29 (62%) 
 
Would you recommend this agency or the RSVP program to others? 
 
Yes No 
44 (94%) 3 (6%) 
 
In the next year are you likely to 
 
 
If you discussed any needs with staff, did staff offer to refer you to another resource 
for any unmet needs? 
 
Yes No 
13 (52%) 12 (48%) 
 
Have you visited WCMCA’s website at www.wcmca.org? 
 
Yes No 
0 41 (100%) 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-14 (38% 
• Income-26 (70%) 
• Transportation-10 (27%) 
• Education-6 (16%) 
• Housing-11 (30%) 
• Childcare-9 (24%) 
• Energy Costs-22 (60%) 
• Health Care-26 (70%) 
• Other-4 (11%) 
 
 
 
Continue 
Volunteering 
Decrease your 
Volunteering 
About the same 
Volunteering 
Increase your 
Volunteering  
27 (59%) 3 (7%) 12 (26%) 4 (9%) 
 31
Service Provider 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
24 11 46% 24% 
 
Have you been informed of other services available by WCMCA staff? 
 
 
 
Were you 
treated politely and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Services provided by these providers: 
 
• Affordable Housing-6 (66%) 
• Energy Assistance-7 (70%) 
• FAIM-2 (20%) 
• FPAP-1 (10%) 
• Group Work Camp-1 (10%) 
• HeadStart-7 (70%) 
• JumpStart-5 (50%) 
• MURL-3 (30%) 
• RSVP-3 (30%) 
• Weatherization-5 (50%) 
• THP-1 (10%) 
• ESGP-1 (10%) 
• FEMA-3 (30%) 
 
If you refer to WCMCA, please rate your satisfaction with the referral process? 
 
 
How 
did you 
learn about the programs? 
 
• Friend or relative-1 (14%) 
Excellent Good Fair Below Average Poor 
5 (56%) 4 (44%) 0 0 0 
Excellent Good Fair Below Average Poor 
7 (78%) 2 (22%) 0 0 0 
Excellent Good Fair Below Average Poor 
9 (82%) 2 (18%) 0 0 0 
Excellent Good Fair Below Average Poor 
4 (50%) 4 (50%) 0 0 0 
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• Referral from other agency-2 (29%) 
• Newspaper-1 (14%) 
• Brochure-3 (43%) 
• Website-2 (29%) 
 
• Other-3 (43%) 
1. WCMCA keeps in contact. 
2. As part of my job training. 
3. Have been familiar with programs for many years 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
10 (100%) 0 
 
Did the services you provided meet your needs? 
 
Yes No 
7 (100%) 0 
 
How would you like to be informed of WCMCA programs or activities? 
 
• website 
• By direct letter news releases 
• Email 
• Something printed-maybe every 6 months 
• I like the website 
• Email or mail 
• brochures, web access, newspapers, flyers, cable access 
• Print materials, Personal contact 
 
Have you accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
5 (56%) 4 (44%) 
 
 What are the most pressing problems facing low-income families in your 
area? 
• Jobs-8 (73%) 
• Income-10 (91%) 
• Transportation-10 (91%) 
• Education-3 (27%) 
• Other-2 (18%) 
• Housing-9 (82%) 
• Childcare-7 (64%) 
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• Energy Costs-8 (73%) 
• Health Care-7 (64%) 
1. All areas! Income being the driver of all areas. 
 
Vendor 
 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
47 23 49% 40% 
 
How do you rate the services received from WCMCA, Inc.? 
 
 
After your 
organization submits invoices, are balances paid within the time limits of    the 
invoice? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Have you 
accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
4 (17%) 19 (83%) 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-8 (42%) 
• Income-17 (85%) 
• Transportation-1 (5%) 
• Education-2 (10%) 
• Housing-12 (60%) 
• Child Care-5 (25%) 
Excellent Good Fair Below Average Poor 
13 (59%) 8 (36%) 0 1 (5%) 0 
Excellent Good Fair Below Average Poor 
14 (61%) 8 (35%) 0 1 (4%) 0 
Excellent Good Fair Below Average Poor 
17 (77%) 4 (18%) 0 0 1 (5%) 
Excellent Good Fair Below Average Poor 
16 (70%) 6 (26%) 0 0 1 (4%) 
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• Energy Costs-11 (55%) 
• Health Care-8 (40%) 
 
• Other-4 (20%) 
1. Major unforeseen bills for the house. 
2. Climbing cost of living vs. stagnant regional wages. 
3. Credit  
 
Weatherization 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
95 39 41% 46% 
 
How do you rate the services received from this program? 
 
 
Have 
you been 
informed of other services available at WCMCA? 
 
 
Were you 
treated politely 
and respectfully by WCMCA staff? 
 
 
Was the 
staff 
informed and helpful in responding to your needs? 
 
 
Other services 
used by 
Weatherization recipients: 
 
• Affordable Housing-1 (3%) 
• Energy Assistance-37 (100%) 
• Head Start-5 (14%) 
 
How did you learn about the program? 
 
• Friend or Relative-13 (35%) 
• Referral from other agency-10 (27%) 
 
Excellent Good Fair Below Average Poor 
24 (65%) 9 (24%) 3 (8%) 1 (3%) 0 
Excellent Good Fair Below Average Poor 
8 (22%) 14 (39%) 11 (31%) 2 (6%) 0 
Excellent Good Fair Below Average Poor 
25 (69%) 10 (28%) 1 (3%) 0 0 
Excellent Good Fair Below Average Poor 
18 (49%) 17 (46%) 2 (5%) 0 0 
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• Brochure-9 (24%) 
• Newspaper-4 (11%) 
• Other-5(14%) 
1. TV 
2. Social Services 
3. I was told about it. 
4. Fuel assistants 
 
Would you recommend WCMCA or this program to others? 
 
Yes No 
37 (100%) 0 
 
Did staff ask you about your needs? 
 
Yes No 
30 (83%) 6 (17%) 
 
Did the service provided meet your needs? 
 
Yes No 
33 (89%) 4 (11%) 
 
Did staff offer to refer you to another resource for any unmet needs? 
 
Yes No 
16 (50%) 16 (50%) 
 
How would you rate the weatherization work you received? 
 
 
Excellent Good Fair Below Average Poor 
21 (60%) 5 (14%) 6 (17%) 2 (6%) 1 (3%) 
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How would you rate the weatherization staff on their helpfulness and courtesy? 
 
 
 
How would 
you rate the contractor that completed the work on your home? 
 
 
How would 
you rate the 
program overall? 
 
 
Have you 
accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
4 (11%) 33 (89%) 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-17 (46%) 
• Income-24 (65%) 
• Transportation-12 (32%) 
• Education-3 (8%) 
• Housing-10 (27%) 
• Childcare-6 (16%) 
• Energy Costs-32 (87%) 
• Health Care-16 (43%) 
• Other-4 (11%) 
1. making home energy efficient 
2. Food support 
 
Group Work Camp 
 
Surveys Sent Surveys Returned Response 
Percentage  
Response last 
year 
48 28 58% 40% 
 
How do you rate the services received from this program? 
 
 
 
 
Excellent Good Fair Below Average Poor 
22 (61%) 12 (33%) 1 (3%) 0 1 (3%) 
Excellent Good Fair Below Average Poor 
16 (46%) 9 (26%) 4 (11%) 2 (6%) 4 (11%) 
Excellent Good Fair Below Average Poor 
21 (57%) 8 (22%) 6 (16%) 1 (3%) 1 (3%) 
Excellent Good Fair Below Average Poor 
17 (61%) 9 (32%) 2 (7%) 0 0 
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Were you treated politely and respectfully by the WCMCA staff and Group Work 
Camp volunteers? 
 
 
 
Was the 
staff informed and helpful in responding to your needs? 
 
 
Other services 
used by Group 
Work Camp recipients: 
 
• Affordable Housing-1 (4%) 
• Energy Assistance-24 (86%) 
• Head Start-2 (7%) 
• Weatherization-10 (37%) 
How did you learn about the program? 
 
• Friend or Relative-8 (29%) 
• Referral from other agency-6 (21%) 
• Other-6 (21%) 
• Newspaper-13 (46%) 
• Brochure-6 (21%) 
1. WCMCA sent me a letter to apply 
2. WCMCA 
3. My nurse Eileen McKay 
4. Television and newspaper 
5. WCMCA 
6. My church Grace Free Evangelical 
 
Would you recommend the Group Work Camp Program to others? 
 
Yes No 
27 (100%) 0 
 
Did the service provided meet your needs? 
 
Yes No 
25 (96%) 1 (4%) 
 
Have you been informed about other services available through WCMCA? 
 
Yes No 
Excellent Good Fair Below Average Poor 
27 (96%) 1 (4%) 0 0 0 
Excellent Good Fair Below Average Poor 
18 (64%) 8 (29%) 1 (4%) 0 1 (4%) 
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20 (83%) 4 (17%) 
 
Have you been referred to another resource for any unmet needs? 
 
Yes No 
5 (21%) 19 (79%) 
 
Have you accessed WCMCA’s website at www.wcmca.org? 
 
Yes No 
2 (8%) 22 (92%) 
 
 
What are the most pressing problems facing low-income families in your area? 
 
• Jobs-14 (53%) 
• Income-19 (76%) 
• Transportation-8 (32%) 
• Education-3 (12%) 
• Housing-5 (20%) 
• Childcare-5 (20%) 
• Energy costs-23 (92%) 
• Health care-15 (60%) 
• Other-2 (8%) 
1. Gas prices 
 
 
 
  
 
